PIR-01 INCIDENT REPORTING PROCUDURE


PIR-01 Incident Reporting Procedure

1-
Attempt to verify the incident.

· Gather information about the incident as if it was a bug report.

· If applicable, try to reproduce the problem, but only if the attempt will not further degrade the service.

2-
Fill out the Incident Report form.

· Use a web browser to load the form at: http://company.com /ops-support/enter-ir.html
· For the field “Entered by” put your WIS user name.

· For the field “Reporter” put the name of the person who found the incident.  If this is someone other than you, be certain they have not entered an IR as well.

· For the “Reporter’s Username” put the user name of the person who found the incident.

· For the field “Time” put the date and time when the incident occurred or, if it is a continuing problem, put the time it was first noticed.  Use the following format for the time: DDMMMYY HH:MM(TZ).  An example for the time format is ‘04JUN98 15:32PDT.’

· For the field ‘Type,’ select the item that best describes the incident.  Further information on incident types can be found in the document ‘INFO-01 Incident Types (info01-incident-type.doc).’

· For the field ‘Priority,’ select the item that best describes how soon the incident should be resolved.  Further information on incident priority can be found in the document ‘INFO-02 Incident Priority (info02-incident-priority.doc).’

· If applicable, select the type of client used when the incident was discovered.

· Give any additional information about the client if appropriate.

If no client was used when the incident was discovered, then briefly state where it was discovered (ie. administration console, alert notification, etc.)

· Enter a brief Synopsis of the incident.

· Enter a Description of the incident.

· Enter any unique Handling Instructions for the incident.  The following is a list of items that might be put in this field.

· Instructions to QA and/or Engineering for finding additional information.

· Requests for feedback.  This is particularly appropriate if someone found the incident other than the TC or the project team.  List any instructions for reporting status to the originator, including contact information and deadlines.

· Additional notes for how to resolve the IR.

· Submit the form.

3-
Administer the Incident Report.

· Wait until the report has been posted to the wis-ops mailing list.

· Save a copy of mail to g:\groups\ops-sup\ir.  Be sure to save it as a text file (with the extension .txt).  The file name should be the number of the incident.  For instance, IR number 45 should be saved to a file called ‘45.txt’.

· Print a copy of the incident and post it in the TC binder under the section ‘IRs.’
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